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More Than Half Of Cable Users And Almost Two-Thirds
Of Satellite Users Have Internet Access.

% Subscribe To Internet Access Chanae Since ‘00
Change Since '00

Ameritech’| . ) N NA
Cab’e“SimLﬂ-n_m‘ P SRS iy = st s ' 85% +12
RCN{ o I L NA

piecrv R "2
Sateite Averoge () -~
T4 v

Comcastl, . e 8% +2
Cox| - e s j 58% +2

AT e e 55% +6

Catlo Avrsoe (R .
Time Wamer( J_ ——————— § 5% +3
LS —— NA
Adelphial oo — 5% +7
Mediacom{__ . Jaen . NA
Charter{ _§ 1% +2

Cable One(____ Y a2% +2

* = amenicast cable provided by Amerilech

Source' 2001 JOPSA Cable/Satelite CSI Studies 96 Copyright 2001
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On Average, 8% Of Cable Households Subscribe To High-Speed

Access From Their Cable Company, Rising Slightly From Their
Previous Levels Of Penetration (7%).

Other Source

Local Cabie Co.

% Source of Internet Access: Cable HH

Long Distance Co.

L.ocal Phone Co.

Dial-up Internet Co.

1999 2000 ' 2001

Source. 1999-2001 JOPSA Cable/Salelite CS| Studies

97 Copyright 2001
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Cable Modem Users Have Higher Household Incomes, Live In
Larger Households And Live In Suburban Regions More Often
Than Dial-up Internet Households.

Cable Modem Vs, Dial-up Internet Connection Demographic Differences

Déal-up

Cable Modem Connaction

Houssholds Houssholds
lél! . .
Under 35 Mx% 7%
55+ 2% L 2%
Education 7
{+agh School or less % W%
Less than $35,000 T . ST
$I5K 10 $50K - 2 T
$80K or more % 8%
[Mesnporyearioory | .4ma7 - ¥ U
(On- " 1%
Two - " A%
Three+ 58% aT%
Residentiai Location
Lirban 20% 2%
Suburben =% 54%
Rural 15% 25%

Source: 2001 JDPSA Cabie/Satetile CSI Studies a8
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Cable Modem Users Are Significantly More Satisfied
With Their Cable Companies Than Subscribers That
Use A Dial-up Internet Connection.

Cable Modem Vs. Dial-up Internet Connection Satisfaction index Among Cable Households

Traditional
: ::::1 internet | Difference
Connection
100 94
OVERALL
Cost of Service - 99 o4
CredibiXyiBiiing 101 - 94
Program Offerings 101 .| . 95
Equipment & Service EADT PSR! PR
Capabiities 4035 94
Customer Service o7 |7 98
Reception Quailty 100 - 91

= Slatistically significant above DIAL-UP INTERNET PROVIDER at 95% confidence leve!
M = Stalislicaly significant below DIAL-UP INTERNET PROVIDER al 95% confidence lavel

Source: 2001 JDPSA Cable/SaieMe CS1 Studies gg

Copyright 2001
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On Average, One In Four Cable Users Is Interested In Subscribing To
Cable Internet Access Within The Next 12 Months.

% Extremely/Very/Somewhat Likely To Subscribe To Internet Access With Local Cable Company:
Next 12 Months If High-Speed Access Offered**

Mediacom ao%
Comcast {  12% | 3%
Cable One 30%
Cable Average [—11% IS %
insight | 10%] 30%
Time Warner 30%
Cox | 9%] 26%
Cablevision _ 31%
amernect 3%
|E ExtremelyVery o Somewhat_l
* = americast cable provided by Ameriech
* Amang thase houssholds with dial-up Intemet service only

Source: 2001 JDPAA Cable/Satefiis CS1 Sludies 100 Copyright 2001
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On Average Twice As Many Satellite Users Report Visiting
Their Providers Website As Do Cable Users.

% With Internet Access Who Have Visited Their Satellite/Cable Providers Website In Past 6 Months:

26%

15%
14%
1% 11%
9% 9% 9%
8%
T% ™% T% T%
4%
mEM S adollity Dirnc TV Cox Salutpily Crhlnviabon L1 ] Comc ot Thiight ] l:- ) Amarech® ATAT Cubly Ong Charler Tims Wamar  edlncam
Hatwah Avarige Awarags
I Sateltite Service Providers
* = arnericasl cable provided by Ameritech Cable Service Praviders

—

Source: 2001 JDOPAA Cabile/Satetile CS1 Shudies 102 Copyright 2001
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Information On Additional Services Is The Reason For
Three-Quarters Of The Visits To Both Cable And Satellite
Carrier‘Websites.

% Reasons For Visiting Cable/Satellite Provider Website*

Information On 73%

Additional
Services

Contact Customer

Service 239,

7%

Pay Bill
y 9%

16%
Review A Bill

I Sstellite Service Providers

* Among thosa who visited Cable/Satellite TV provider's website in past § months. Cable Ssrvice Providers

Source. 2001 JOPSA Cable/Satelite CS1 Siudies 103 Copyright 2001
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Customers That Visited Their Satellite Providers Website Are
Much Happier With The Site Than Cable Customers Are With
Their Cable Provider's Site.

%"Top 3 Box” Satisfaction With Satellite/Cable Providers Website:

1%

Satellite

Cable

Sowce. 2001 JOPSA Cable/Salelkle CSi Siudies

104

Copyright 2001
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Almost One-Half Of AT&T Cable/Broadband Customers Are
Aware Of Mergers Affecting Their Cable Company...
% Of HHs Who Report Being Aware Of Cable/Satellite Provider Experiencing A Merger:
49%
0% g%
27% 1%
21%
20% 17% o
% % %
10%
9% gy
ATAT ' Concast ’ Timn ) Adeiphia ' Average1 Charler ' hsight DirecTV ) RCN ‘ Cox 'Abdlacom"(hbbv‘rsion'mmriech'.(:abiema' DisH
Warnor Netw ork
- Sal;llile Service Providers
* = amercas! cable provided by Amarilech FP?I. Service Providers

Source- 2001 JDPA Cable/Satehile CS) Siudies 106 Copyright 2001
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...More Than One Half Of DirecTV Household Report Experiencing
Some Type Of Change In Their Service, Positive Or Negative, The
Highest Level Of Any Company.

% Change In Cable/Satellite Service As A Result Of Merger*:

P —‘Q

!

. . v . :
: . [ n :
: .
" 4 . .t
¢ . St
. : : L ) . i
. L
“ t
| “ n n ' !I
n ' :
-

Cabjle One DirecTV Charter Adelphia insight Cox ATAT Avarage Comcast Time Warner

[@Posilive Change 0 Negative Change B No Change}
* Excluded Cable One and CISH Network due to insufficient sample size

Source. 2001 JOP&A Cable/Saielle CSI Sludies 107 Copyright 2001
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The J.D. Power And Associates Customer Satisfaction Index Is
Developed From A Three Step Methodology

Battery Of Customer Satisfaction Questions

22222 222222222222222222222227°

1. Factor' . Data Reduction

. ._lAnaIy‘siS_ L * ¢ ¢ ,L VL 'L

Factors / Dimensions Of Satisfaction

« Cost Of Service * Credibility/Billing « Program Offerings
*Equipment & Service Capabilities = Customer Service « Reception Quality

0 2 SR \ 2

2.',‘Régr'¢:'!$si6'n_ Establish Importance Of Factors Relative To
. Analysis Overall Satisfaction
3. Assemble . Combine Weights & Factor Scores Of
.. Index Respondents
INDEX

Source 2001 JOPBA Cable/Satelkie CSI Studies 110 Copyright 2001
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Example Of How The J.D. Power And Associates’ Customer
Satisfaction Index Is Calculated

. | ~Step 1. Factor Analysis |
Attribute Specific Factors

Example Question Identified
The Company's Attribute 1 -
Reputation Attribute2 0T Factor 1

Attribute 3 --------------- Factor 2
Attribute 4

Attribute 5 Factor 3
Attribute 6

Respondents answer a battery of specific satisfaction attribute questions
measuring satisfaction level

s+ Like attributes then are grouped into unique factors or dimensions using a
technique called factor analysis

Source: 2001 JOPAA Cable/Salelite CS) Studies 111 Copyright 2001

8€ECL001



Example Of How The J.D. Power And Associates’ Customer
Satisfaction Index Is Calculated

Step 2. Calculating Attribute Scores

Attribute 1

“Company’s Reputation”

QOutstanding = 10
Q@ €----=----- Respondent’s Score
8
7
6
Average= 5
4
3
2
Unacceptable= 1

@1 Respondent’s answer is converted into a numeric value

Source 2001 JDPEA Cable/Saielie CSI Studies 112 Copyright 2001
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Example Of How The J.D. Power And Associates’ Customer
Satisfaction Index Is Calculated

Step 2. Calculating Attribute Scores . *

Respondents attribute

score for attribute 1: 9 Calculation of respondent’s

attribute 1 score:
Mean score of all

respondents for

attribute 1: 7.8 9 1 75'-3 X 20+ 100=116
Standard Deviation: 1.5 '

Scaling Factor: 20

Each respondent’s score for a given attribute is then averaged together
The Standard Deviation is computed
A Scaling Factor is determined

Respondent’s score for that attribute is calculated

Source 2001 JDPSA Cable/Satelte CSI Studies 113 Copyright 2001
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Example Of How The J.D. Power And Associates’ Customer
Satisfaction Index Is Calculated

Step 3. Regression Analysis

Attribute Weights Factor Weights

Derived Attribute 1 welght 20%

; 9
From Factor Attribute 2 weight 30%
Analysis Attribute 3 weight 50%

+ Aftribute weights are derived from Factor Analysis

Using a technique called Regression Analysis, the impact of each factor of
satisfaction is calculated

- Those factors which have the most impact are the greates{ “discriminators” of
overall satisfaction and are expressed as a % of overall satisfaction

Source: 2001 JDPAA Cable/Saletite CSI Siudies 114 Copyright 2001
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Example Of How The J.D. Power And Associates’ Customer
Satisfaction Index Is Calculated

~ Step 4. Calculating Factor Scores

Attribute Attribute
Score Weight
Calculation Of Respondent’s Attribute 1 9-78 x20+100=116 X 2

gL 7.9 = 23
Score: 1.5
Calculation Of Respondent’s Attribute 2 7-69 X204 100= 102 X 3 = 30
Score: 1.2
Calculation Of Respondent’s Attribute 2 B-75 x20+100=109 X 5 = 35
Score: 1.1
108
...v
Respondent’s '
Factor Score

. Index scores are then calculated for each attribute in that factor
Attribute weights are applied

Attribute index score are multiplied by the weights and a respondent’s factor score
is derived

Source: 2001 JOPSA Cable/Satelide CS1 Siudies 115 Copyright 2001
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Example Of How The J.D. Power And Associates’ Customer
Satisfaction Index Is Calculated

Step 5. Calculating The Overall Satisfaction Index

Factor Weight Factor Weight Factor Weight Overall
1 1 2 2 3 3 Satislaction Score
(106 X 3) + (105 X 4) + (96 X d) = 103

2. An overall satisfaction index score is then calculated by applying the respective
factor weight to each respondent’s factor score

Source. 2001 JOPRA Cabile/Salelite C5| Shudies 116 Copyright 2001
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The J.D. Power And Associates Approach For Analyzing Customer
Satisfaction Is To Examine The Three Levels Of Measurements Built
Into The Index

INDEX
M

. Examine Overall Index Score Relative To
Competition

'Factors / Dimensions Of Satisfaction

¢ Cost Of Service « Credibility/Billing » Program Offerings
*Equipment & Service Capabilities « Customer Service * Reception Quality

ooy oy

Examine Factor Scores And Importance Of
. 2. Factors Relative To Overall Satisfaction

\’ \’ 7 \ ¥ ¥
Question Answers Converted To Attribute Index Scores

R R 2222222222222 2212222

3. For Each Factor, Examine Attribute Index Scores
' (Which Add To The Respondents’ Factor Score)

I
'
B

Al DE

;1) “ /B ne

Source: 2001 JOPRA Cabile/Salelbie CSi Studies 117 Copyright 2001
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2001 Syndicated Residential Cable/Satellite TV Customer
Satisfaction Study

+ Sample And Methodology +

The study was conducted in two phases as follows:

Phase |

A screener was mailed to a total sample of 200,000 households, randomly selected from the NPD
Consumer Panel” of approximately 330,000 households. The key objectives of the screener were to:

» Establish cable/satellite TV usage, and;
« |dentify the primary provider of cable and/or satellite TV service.

A total of 103,569 usable screeners were returned.

Phase ll

A twelve-page mail questionnaire was sent to a randomly selected sample of consumers who
indicated that they had cable and/or satellite TV service. The sample was defined as follows:

« An overall sample of 6,163 households was selected. This sample was divided into 14 groups,
based on cable or satellite carrier. A random sample of 450 respondents per group was
selected to be included in this phase.

» Each group of households was balanced demographically to represent the universe of each
carrier as defined by the screener. Questionnaires were mailed in late March, 2001 and were
addressed o the key decision-maker responsible for selecting the cable or satellite TV service
carrier in the household. Each returned questionnaire was validated for completeness, correct
carrier and decision-maker names. A total of 4,167 usable questionnaires were received when
the field closed at the end of May, 2001, representing a response rate of 68%.

" See page AR 1 in the "Analysis & Reponing” section for more delails on panel

119 Copyright 2001
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2001 Syndicated Residential Cable/Satellite TV Customer
Satisfaction Study

4+ Sample And Methodology +

Questionnaire Contents:

The questionnaire with accompanying cover letter was sent to each household in the sample and
included the following topics:

Overall Opinion of Cable/Satellite TV Provider

Customer Satisfaction With Cable/Satellite TV Providers On 40 Attributes
Cable/Satellite TV Switching Behavior

Satisfaction With Customer Service Experience

Evaluation of Digital TV Usage

Ewvaluation of Internet Usage

Ewvaluation of Current Cable/Satellite TV Provider Website

Bundling Services

Demographic Characteristics/Incidence

120 Copyright 2001
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2001 Syndicated Residential Cable/Satellite TV Customer*
Satisfaction Study

4+ Analysis And Reporting +

Balancing of Household Profile

The NPD Consumer Panel, from which the sample was drawn, consists of approximately 330,000
households. Within this household universe, a continuous maintenance program is maintained to
yield a nationally representative return sample. This panel is balanced on six demographic,
socio-economic and geographic variables to reflect total U.S. household composition. These six
variables include:

Household size
Household income
- Age of householder
Socio-economic status
Education of householder
- Region and market size

Research has shown that each of the above variables has been identified as being significant
societal segments that drive consumer behavior. By establishing these criteria, the returns and
responses from the panel are not subject to bias by under-representing or over-representing a
specific target group such as single householders, which tend to have a lower response rate. The
balancing targets are based upon statistical packages using data from the Current Population

Survey of the U.S. Census Bureau.

122 Copyright 2001
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2001 Syndicated Residential Cable/Satellite TV Customer
Satisfaction Study

4+ Analysis And Reporting +
Weighting of Data.

The data in this study has been weighted to reflect the 80 million households* who subscribe to
cable or satellite TV service, as well as the percentage shares of each carrier, as obtained in the
screener. The percentage shares are detailed below:

Cable Carriers Sabliite Carviens

% %

Adelphia 8.6 DirecTV 58 2

Americasi 09 DISH Network 31

AT&T Cable/Broadband 211 Cther 87
Cablevsion 6.3
Cabie One 14
Charter 94
Comcast 1.7
Cox 88
Insight 15
Mediacom 14
RCN 05
Time Wamer 172
Other 11.2

* Source. Federal Cormmunications Commission

123 Copyright 2001
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2001 Syndicated Residential Cable/Satellite TV Customer
Satisfaction Study

+ Analysis And Reporting +

Customer Satisfaction Index (CSIY}:

While the survey covers many areas, an overall index of critical satisfaction components has been
constructed for the cable/satellite industry to simplify the review of the information. This Customer
Satisfaction Index {CSl) provides a single objective measure by which cable/satellite companies can
judge customer satisfaction among their customers particularly relative to competition. A total of 40
altributes were used to obtain the overall index for cable/satellite service. These attributes, along
with the relative weights associated with each attribute, were selected via factor analysis and
represent a balanced synthesis of customer experiences.

The Customer Satisfaction Index is a synopsis of the data collected through the Syndicated
Cable/Satellite Study and is a measurement of relative levels of residential consumer satisfaction.
For cable/satellite service, the CSl is based on six related factors. These factors are Cost of
Service, Credibility/Billing, Program Offerings, Customer Service, Equipment & Service Capabilities
and Reception Quality.

CS! Weighting

Response Weighting: The traditional industry approach of assigning values to responses is used in
the first weighting stage of the index. Rating scales are assigned positive values for each point. In

this study, a ten point scale with Outstanding to Unacceptable ratings have the foltowing values
assigned:

s Outstanding =10
« Average =5
» Unacceptable = 1

124 Copyright 2001
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2001 Syndicated Residential Cable/Satellite TV Customer

Satisfaction Study
+ Analysis And Reporting 4+

Relative Question Weighting; Once values are assigned to responses within a question, the
relative importance of each question is determined using factor analysis. Factor analysis is
employed as the first step because the original attribules used are not independent of each other.
In other words, an individual's experience and response to one question can clearly be affected
by an experience and response to another question. For example, there are several attributes in
the survey that are address the cost of service. There are also some that are related to billing — a
closely related concept. The issue of how much weight the cost of service and billing concepts

should have in the CSI, and how many variables or components it should contain, is determined
using factor analysis.

Sometimes not all variables are ultimately included in this type of analysis. Often variables are
deleted from the factor analysis procedure for one or more of the following reasons:

 The question yields a low level customer response. As such, the sample size is not large
enough to measure customer satisfaction.

.- The question shows no significant variation across carriers.
'+ The question bears little or no relationship to the other variables.

As a result, below are the six factors detailed below.
The first factor (Cost of Service) is derived from five variables all highly correlated on some
aspect of the cost of cable/satellite TV service

The second factor (Credibility/Billing) is derived from eteven variables all highly correlated on the
aspect of the companies’ reputation, billing practices and honesty.

125 Copyright 2001
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2001 Syndicated Residential Cable/Satellite TV Customer

Satisfaction Study

4+ Analysis And Reporting +

The third factor (Program Offerings) is comprised of seven variables, which are all highly
correlated on some aspect of cable/satellite TV programming

The fourth factor (Equipment & Service Capabilities) is comprised of five variables, which are
highly correlated with equipment and installation issues

The fifth factor (Customer Service) is comprised of ten variables, which are highly correlated on
the aspects of the customer service reps and their timeliness

The sixth factor (Reception Quality) is comprised of two variables, which are highly correlated on
the aspects of picture and sound quality

The attributes are summarized into the six factors based on the resuits of the factor analysis.
Any indexed factor score for a carrier overall above 105 is considered significantly above, while a
95 or lower is considered significantly below the industry average in the 2001 study. By using
indexed data, priorities can be readily set in exploiting positive areas and eliminating potential
weaknesses versus the competition.

126 Copyright 2001
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| 2001 Syndicated Residential Cable/Satellite TV Customer
Satisfaction Study

4+ Analysis And Reporting +

Factor Weighting: The six factors derived from factor analysis are then used to calcuiate the overall
index score. Because one factor may have a larger or smaller relationship to overall satisfaction
than the others, weights for the six factors need to be determined.

Regression analysis is conducted with the overall satisfaction question in this survey to determine
what these weights would be.

Relative Importance in Predicting Overall Customer Satisfaction In the Residential
Cable/Satellite Industry

Factor Weights
Factors/Component Measures:  Overall

Cost of Service 24%
Credibility/Billing 23%
Program Offerings 21%
Equipment & Service Capabilities 14%
Customer Service 10%
Reception Quality 8%

127 Copyright 2001
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2001 Syndicated Residential Cable/Satellite TV Customer
Satisfaction Study

4+ Analysis And Reporting +

Uses & Restrictions Of Information

The information provided by this study is solety for the internal use of each participating company.
This means that participating companies must carefully control the dissemination of the study
findings within their own organization and among their contractors to prevent the inadvertent
release of the information. Information from this study may not be reproduced, sold, given,
loaned or quoted to non-participants without the expressed written permission of J.D. Power and
Associates.

128 Copyright 2001
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Home Teating Institute +
P.O. Box 3351

Uniondale, NY 11551

Wi X1EDT9-)

0401

-8

910

1111

Who 1n your househoid decides which provider 10 use for Cable/Satellite TV services? (X" ONE BOX)

Female head of household. ..oooooooeeeee . O Ls
Maie head of household..........c..ccoee.. O 2
Both female and maie head of household... O s
Other househoid member .._.....oocciiieeee,. 01 4

THIS SURYEY SHOULD BE FILLED OUT BY THE PERSCN [N THE HOUSEHOLD WHQ
IS RESPONSIBLE FOR DECIDING WHICH PROVIDER IS USED IN YOUR HOUSEHOLD
FOR CABLE/SATELLITE TV SERYICES.

ib

Ja

Adeiphia Communicanions.. {0 147 FalconCable........ ... ... O
Americast via Local Insight Communications ....... OJ
Telephone Company ... J :  Mediacom Communicaticns.. (]
AT&T Cable Services Multimedia Cablevision ......... O
(TCUMediaOne) ..o O
Cabievision Systems ... =]
Cable OnE...ocoooo v a
Charter Communicanons ...
Comeast Cadle ...
Cox Communications........

Do you currently subscribe 10 cable TV, sateliite TV(DBS) or both? ("X ONE BOX)

Cable TVODBlY oo e G 115 =¥ (SKIP TO Q.32)
Saiellite TV(DBS)Only ... [0 : = (CONTINLE)
BOth ..o om0y = (SKIP TO Q)

Is zable TV serTvice available in your area, or not? (*X™ ONE BOX)

Y& oo 1418
NQ . ISR o I
DantKnow ....cocoooveeevoee. 03

Which cablg and/or satellite TV company(s) does your househald currentiy subscribe to? (PLEASE X" OR
WRITE-IN THE EXACT “"CABLE AND/OR SATELLITE TV" COMPANY NAME(S) BELOW IN THE
SPACE PROVIDED. PLEASE REFER TO YOUR BILL [F YOU ARE NOT SURE OF THE EXACT
NAME. IF YOU HAVE BOTH CABLE & SATELLITE TV, INCLUDE BOTH NAMES)

Cable TV Company Namg Ilte TV ny Name
1-18 [ 10 o U
1 Dish Network (EchoStar) ... .
b} PeRAsUS ..o e
4 Primestar by DirecTV....
b
&
1

Superstar Sateflite.- ... ...
Other (SPECIFY)

Time Warner Cable .. ..........
Your Local Phone Company ..
Other (SPECIFY) O

P PR

oonoopoo

1R

IF CABLE ONLY, SKIP TO QA

Jb

Do vou receave your satellite TV service directly from your satellite TV provider or is it supphed to you by
your iocal teiephone company? ("X" ONE BOX)

Directly from satellite provider...... ... [0 . From your local telephone company ... O

WW4AX1E0?9-1 ! l +



3c.

3d.

5a.

Sb.

6a.

6b

10073358

Who did you purghase vour satellite TY equipment from® (X ONE BOX)

The satellite TV provider iself.. . ...
An independent store selling electronies ...
Your Iocal telephone company ... . ...,

amnoao

Ao e —

Who insiglied your satellie TV equipment” ("X~ ONE BGX}

The satetlite TV provider iself ... 124
An independent store selling ¢lecironics.
Your local telephone company ......... .. .
Yourselfrfamaly membet/Anend...........oooee e
An independent contraclor youhired ..
Other (SPECIFY):

OoDann

v s u

Os

IF SATELLITE TV¥ SUBSCRIBER ONLY, SKIP TO Q.7.
CABLEOR CABLE/SATELLITE SUBSCRIBERS, CONTINLE.

Please indicate which of the following describes your cable TV configuraton on the TV your household uses
most aften? (X ONE BOX)

Cable wire directiy to TV or VCR without using a set-top converter box.. [0 125
Cable wire directly to TV ar VCR using a set-top converier box ... [ 2

Some cable TV providers now offer digual service to their customers. Digital service is a new lechnology that
affers a package of channels that you receive through a special convener box. It gives you access (o more
premium channets and Pay-Per-View movies and events. Does your cable provider currently offer digital
service” ("X ONE BOX}

O .r - (CONTINUE)
g : } 3 (SKIP TO Q.68)

No......
Don't know....

Do you subscribe to digital cabie service? (X" ONE BOX)

Yes e 128 > (SKIP TO Qu6b)

N e e D } 3 (CONTINUE)
Deon't know...c....... e 23

Assurrung it 15 available, how likely are you 1o change vour current service to digiral service from your cumem
cable provider(s} in the nexi year ar so? (“X" ONE BOX)

Definitely change............. [0 1.z Probably notchange................
Probably chenge.................. 1 Definitelv not change.
Might change .................... 1 NOUSUIE . et

L IF CABLE ONLY, ANSWER Q.6b. OTHERS. GO TO Q.7

Have yoy EVER considered subscribing 10 satellite TV service? ("X™ ONE BOX)

Yes.oooone 01w NG .o 2

| ALL CONTINUE ]

+d
+

WWIXIEQT9-| |
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+ +
7 Approximalely how long has your househoid subscribed 10 cable and/or satellite TV service wilh vout current
prowider(s)? ("X ONE BOX UNDER EACH CATEGORY. [F APPLICABLE)
able TV Satellite TV
Lessthan 3 months...cooovevo s [N [ MR
Jtolessthan 6 months ..o v L. ] Oz
& months 1o less than A year ... ..o 0 0
| year to less thaa 2 years ... . C. C.
Tyears o lessthan 3 years ... o 0 0
3 yYEAFS OF MOPE ... et s O e
B. Which cable/saletlite TV servicespackage does your bousenold current]y subscribe to? ("X ONE BOX
UNDER EACH TYPE OF SERVICE YOU CURRENTLY HAVE)
bie TV Saiellite TV
Basic Only {The minimum level of service | ¢an subseribe ta) ... On O 1m =2 (SKIPTO Q.102)
Expanded Basic plus additional channels for which | pay exira .. [y g : } .
Premium (The maximum levet of service | can subscribe 0] ... d ) > (CONTINUE)
9 ‘Whai type of programmung channels and/or packages airacted your housenold to subscribe 10 service packages
othes than Basic cablessatellite TV services? (X" ALL THAT APPLY)
Sparts {ESPN. NFL, MLB. Golf. MSG, ete.)... 2 s
Movie (HBO, Showtime, STARZ. etc ). 0.
Special Interest (Food TV, Hom:&.Gardcn Travel Healm Hurnu: lmprcvemem ci-) O
Children’s Pregramming (Disney. Nickelodeon. etc.) [
Multipie channeis of free CD quality audio music......c......... O s
Access 10 3 wide variety of sports programs....... O
Many more Pay-Per-View chanmels ... (]
Foreign Language.... e et e e T
News & Finance (MS\IBC Cr\\ ChBC CNMn BIC.J e e T
Culwre {BRAVO, A&E, [FC, Sundance, eic.)... Qe
Home Shopping .. 8 1w
On screen inleractive progarn.mmg gl.ude PR 0.
Multiple channels of premium networks (for example, IO HBO s, lD Showumes. etc.) O
Other .o O s
10a. [man average manth. excluding Pay-Per-View movies or events, how much do you pay on a typical
cabiessalellite bull?
(WRITE IN $ AMDUNT. ROUND TO THE NEAREST $; S .00 ne-sa)
I0b. Inan average month. how many Pay-Per-View movies or events. if any. does your househald order?
(WRITE IN NUMBER) MOYIES - 1338
IF “0" TO BOTH. SKIP TO Q.11
(WRITE IN NUMBER) EVENTS 14042
102, How does this amount of Pay-Per-View usage compare 10 a year ago” Would you say you order Pay-Per-View
mosies ind events.. ("X ONE BOX FOR EACH)
MOVIES EVENT
More ofien than a yearago....... [ 143 Moreoftenthana yearago ... [J4
About the same as a year ago..... O 12 Aboul the same as a year ago ... g
Less often than a vear aga........ O 3 Less often than a year aga ... . O s
3.T9R
M=l
+ WWLIXIEOT-1 | 3 (Please Contnue On Next Page} +
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l; IF YOU HAVE BOTH CABLE & SATELLITE TV, RATE YOUR SATELLITE TV PROVIDER
L. Now wc would like you ta rate your cable/satellite TV provider on several atmibutes. Usiaga 1 10 10 point
scale, where i 15 “Unacceptable”, 10" 15 "Outstanding’™ and 5~ 1s "Average”, please rate each of the
following awnbutes. ("X ONE BOX FOR EACH STATEMENT. TF YOU HAVE BOTH CABLE &
SATELLITE TV, RATE YOUR SATELLITE TV PROVIDER}
bna:cepuble Average Ouistanding
s T T T T
Equipment thatseasy o operate (poxes.remotes) ... & 0O O O C O C O O T v
Active tn suppomng activiies and causes in your
community.. e .0 0 g9 c B o caog
Keeps service outag:s toa minimum . .0 O 0o 00 a9 o agGc a.aw
Cost of adding additionai channels o vour pzckag: B 00O I 0o b g o Q aw
Makes it easy to find something to watch .. O 0O o0 Cc QoD O0Oogogm
Offers the services you want i yourarea ................ 3 O O 0O O C O O O T aw
Offers channels that yau like to waich as part of the
“basic” cablessatellnte package oo ... . 0 O O O O 0O O O 2 i
The cost of adding service (o two o more te1s O 0O 0 0 g oCc oo gaa
Clanity af reception... . T .08 0O O 8 o 0 oo g 3 an
The 101al cost of rnonlhiy service ..., ... O OC O 0O O 00 g O
The initial cost of instaltation of cquupmcnl.ls:mcc
OPLIONS . e : C 2T 0 C 0 ao g2 o0 0 as
The COMPARY '$ FEPUANON oo oer. e ems e e O Z OO0 c oo a0 g
The ease of understanding company correspondence.
like bill tnsens and ather company information... O C O 0O 0000 dgd Q.
The avarlabiiny of 2 vanety of methods o pay your bull .0 QO 0 o O 000 Q0 .
The ability to resiore service qunckly after \emporary
Interrupucns or GULIgEs ... --..0 0O 0O O O O O 0 O O uy
Keeps you informed about new services or promouons .0 0 00O 0o QC o gagta
The accuracy of your monthly bill . . .0 O O 0 0O o0 g o g Qg ae
Brovides vanety of programming pan:kages 10 choos:
from (o meet viewing needs .. R .0 0o o 0O o oo d 0o gas
The company’s honesty with no g:mn-ucks. misieadmg
ads. or hidden charges .. .0 0 o0 oc o . oo gdan
The company s abulity 10 sland behmd [he service lhey
[ 3= | TSP O (] ] ) O ] D O 0 O i
Timehiness in making adjusiments 1o your bill.. O o o 90 g o aida
The ease of understanding your monthly TV bill.. O 09 0 Cc b aga 0 goae o
Provides good value ..., e O 0O 0O OO0 o a0 0ae
Is a technical innovator in the [nduslry .0 oo 0o ago 0 00 g
The ease of ordening “Pay-Per-View" movnesrprograms
such as cONCEMS OF SPOTUNG EVERLS .o v e L 0 I L O
Offers speciai discounts on select channets or free
special evems ... O O 0o B oo oo 0o
Consistently delivers clearrecepuononatichannels.... 0 00 OO 0O O O C O OC O ua
The numper of channels available .. - O OO Qg 00 gt 0oaa
Provides replacement or loaner equipment .......... B I o [N o N o Y o A o Y o A o A N PO
Provides local prograsmurung (i.¢. jocal news and wear.her) OO Cc O0OQCcC o0 0

12 Using a | 10 10 point scale, where *'17 is “Unaceeptabte ™. *'1 0" s “Cutstanding” ang 5" 15 "Average”. please
rate your greral] experience wih your cabie/sateltiie TV provider. (X" ONE BOX. [F YOU HAVE BOTH

oreral experience
CABLE & SATELLITE TV. RATE YOUR SATELLITE TV PROVIDER ONLY)

Average Quistanding
N 3 . § b 7 L L] 0

D D D D a D D D D D {1}

13, When was the iast ime you had any problems or questions concerning your sable or satellite TV service.
excluding calls 1o gider Pay-Per-View moviesevents? (X ONE BOX)

L'nacceptabie
1

A vearagoormore ... {1 « ] = (SKIP

Lessthan | month ago ..o e
2S(CONTINUE)  Never v o O s TOQ.172)

| to less than 7 months ago.. .
7 months 1o lessthan |12 months ago ... O 3

+ WWeX IEDTS-1 4 +
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IF YOU HAYE HAD EXPERIENCE WITH BOTH YOUR CABLE & SATELLITE TV,
RATE YOUR SATELLITE TV PROVIDER
|42 |nthe past 12 monihs. how many times have vou contacted your cable ar satelliee TV provider with any
quesuons or probiems with your service?
{(WRITE IN NUMBER; > {IF *0", SKIP TO Q.172) 14647,
14b. How many of these contacts concerming your questions or problems with your cable or satelhite TV service were
completely resclved on the weiephone by an autamated response sysiem?
(WRITE IN NUMBER) (4840
I3c. And how many nimes did vou speak with a customer service representative directly about a question or prablem
with your cable or satellne TV service?
{(WRITE IN NUMBER) —_— 15051
14d. Which of the following problems or questions have you had with your cable or satellite TV service in the past
12 months? ("X" ALL THAT APPLY) .
Temporary outages (less than [ hour)........... O 142 Extended outages (more than | howr) ... 0O 119
Change 1ype of programrung package... . o O [nstallation of new cable/sateilite service . O 2
Add additional channels to existing package..... J 3 Billing e i e .0
Drop channels from exisung package ... . O 4 Services/features offered...........cooeeoee (1 0
Add additonal Tvstoservice ... O Rates too highvrised rates ... ...o.c.o oo O 3
EqQuipment problems with converter box/ Request a service call.... . Oe
TEMOIE CONKI! .vvov ot e & Add phone service... (R o
Add cable modemvinternet access ... [ Problems/Issues with phone service.......... O 8
Upgradeschange service to digual...o.. oo D 8 Pay-Per-View Movies .0
Problems/1ssues with cabie modermvinterne: access ] Pay-Per-View Evernts ... .. cooccooceeeee. 0 0

IF YOU HAVE HAD EXPERIENCE WITH BOTH YOUR CABLE & SATELLITE TV PROVIDERS,

RATE YOURSATELLITE TV PROVIDER

15a. Now we have some questions aboul your Mpst (ecenl CUsIomer sefvice experience with or perceptions of your
Cable/Satellite TV provider. Ustng a | 10 10 point scale. where 1™ 15 "Unacceptable™, “10™ is “Oulstanding™
and "'57 is “Average”, please rate each of the following auributes. (*X" ONE BOX ACROSS FROM EACH
ATTRIBUTE. [F YOU HAVE NOT CONTACTED THE CUSTOMER SERVICE DEPARTMENT,
ANSWER BASED ON WHAT YOU'VE SEEN OR HEARD)
Lnaccepiable Average Quistanding
1 1 Vo 5 & 1 & 9% o
Has courteous customer sefvice representatives ... 3 0O 0O O 0O 0O O 8 O O wo
Can get through 1o cusiomer service without being put
on hold or transferred (0 giffaent depantmens ... O O O O O C O O 0O O wo
Has knowledgeable customer servicerepresenianves. ... O 0O O O O O O O O O e
The abslity 10 resoive your service 1ssues in a nmefy
VANBEE ceomee o eoooeeereeee e, 3O 0O O O O O O C 3 e
Promptly makes changes (0 your service when you
eQUESE TNEM oo .0 0000 oo o0 QDB
Thoroughness of information provided ..., @ 0 0 0 0O 0O O O & O
Has cusiomer service representatives who are
responsive (o my question or probiem..__.......... O O T © 0O O O O O O ae
Has a user-friendly automated response system......... 3 O O 0O O O 0O GO O O ws
Has convenient customer Service hoUf....oe . . 0 0 0O O @ 30 C O O
The ume 11 lakes (o reach a cystomer sefvice
.00 o0 goc 300 0w

FEPRESERIANIVE Lo e

15b.

L'sing a | 1o 10 point scale. where “1° is “Unacceptable”, 10" s “Quistanding” and “5™ 1s “Average"”, please

rate your averall experiences with the custofper service pravided by your cablessatetline TV provider. (“X™
ONE BOX. IF YOU HAVE BOTH CABLE & SATELLITE TV. RATE YOUR SATELLITE TV PROVIDER
ONLY)
L nacceptable Average Qutsianding
] H | N 5 8 ? ] I3
= O a O a ) a O a O tans
IF 1 QR MORE CONTACTS IN Q. 14C, CONTINUE. OTHERS SKIP TO Q.17a. J

WWIXIEDTe. 1 5 (Piease Continue On Next Page) +
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162 New | would like you 1o think aboul the last tme you contacted your cabie or saellite TV service's customer
service depariment. What problem or Question best Jdescribes the reason for your last contact with your

Cabie/Satellite TV provider ("X ALL THAT APPLY)
Temporary oulages (less than | hour) ..o [0 148 Exiended owages {more than | hour)......... [0 18
Change type of programumung package ............. J & Instailaucn of new cableisawsitite service.... [J 2
Add additional channels 10 exisung package .. 0O 3 Billing..... e O
Drop channels from existing package ............ [ 4 Sen;ceylwures offered I =
Add additional TVs to service.. S Rates too high/raised rates N n 't
Equipment problems with converter box/ Request a service cail .. O«
remote contral... [T O Add phore service .. . - a-:
Add cable modemllnlcm:l ACCESE - e g - Problems/Issues wlm phone service.. O
Upgrade/change service to digiral - . 0O s Pay-Per-View Mowvies .. . ... O s
Problems/lssues with cabie modcmﬂmemel access [J ¢ Pay-Per-View Events ... ....cco .. [ 0
16h. Was the first contact about your cable or sateflite TV service abie to resolve your question or problem? X"
ONE BOX)
First contact resol ved quastion/problem ... O (.47
Transfermed oo I 1

l6c. Was the question or problem with yout cable or saicllice TV service resolved in a nmely manner? (“X” ONE

BOX)
YoS oo, [ 1008 NO o, 2

16d. How many contacts did it take o reselve your most recent cable or satwilite TV service question or problem”

{WRITE IN NUMBER OF CONTACTS) 9701 Problem was notresalved. ... ... O 1

17a. My next few quesions are about any experience you have had with the cable/satellize service technicians. In
the past year, did you have an in-house service cali or instailation of new service?

YeS e, O 1n = (CONTINUE)
(SKIP TO INSTRUCTIONS
No. i 22 -> BEFORE Q.18a)

17b. Can yoy please describe the reason for the most recent in-home serviee or installation catl? ("X ONE BOX)

Added additional outlets for additional TVs...... [ 1n
Changed service from analog to digital.co .. O
Changed service from digital back 10 analog... ... 0
Extended outages (more than | hour) ... . - O«
Instailed cable TV without st 10p box.. O
Installed high speed lniernet access . O
installed phone SETVICE . oniniei e, e O
Installed SRUEELIRE. ....co oo e et e e
Installed set10p bOx . O in
Problems with eqUIPMERL.....coo. v ver e 0
Prablemns with reception... . O
Reconnected cabie service (i
Other (SPECIFY)

O

4R

17:  And about how [ong ago was that service ar insialiation completed? (“X™ ONE BOX}

Lessthan | monthago. oo [ 1073
{ 10 less than 7 months ago ... ... O 2 = (CONTINUE)
7 months to less than i2 months ago... O 1}

(SKIP TO INSTRUCTIONS

A Year g0 OF MOTE ..o oo oo (8 }
BEFORE Q. 183)

T TP

17d. Did the Cable/Satellite company contact you prior 10 the amival of the techmcian? ("X ONE BOX)

Yes oo . [ 178
NO e, O 2
Don'tknow ... O3
17-79R
1)
+ WWaX1EQTO.1 | 6 +
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i7e. Now we have some quest:ons aboul your most rgcenr installation or home service experience with your
Cable/Sateline TV provider rechnician. Using a | to |0 point scale, where “1” is “Unaccepiable™, “10" is
“Outstanding” ang 5™ 15 “Average ™. please rate the cablessatellite TV provider techaician for each auribute
isted below. ("X ONE BOX ACROSS FROM EACH ATTRIBUTE.}
Unacccpnable Average Quistanding
3 4 3 [ T ] [
Techmicaan amnwng for service whenpromused ... 3 O O O O O O C O G ()
Convenience of service/nsialiation hours .cceeeeeeeee. @ 30 0 0O O O O O O O au
Techmcian leaving the work acea clean .. —- 30 0 O O [ 0 8 0 8 au
Techaician taking the lime 1o expiain lhc pmbl:m ar
new product operation .. .0 0 00 Ccoo0go00w
Providing replacement or loaner eqmprn:m when ncadcd 8 000 0 a oo gg 0 aa
Technmician checks to ensure service ar new instaliation
works properly ... . .0 0D 0O 0O o g oo o 0w
Technician spcndlng the ime n:ccssa.ry 1o answer ;dl
your quesLons... . .. 0 O 0O O C C O 0O O 0O an
Professional appearance of 1he u:chmcun 0 0 000000 d DO as
Courteous manner of the techoucian ....ocoecocoeeeeeeeee. 3 0 3 O O 0O O O D O oe

171 Using a 10 point scale, where 1" is “Unacceptable™, " 107 is “Outstanding™ and ™5™ is “Average™, please rate
your overall experence with your mos; fecen installation or hame service expenence with your Cable/Sateilite
TV provider technucian? ("X" ONE BOX)

Unacceptable Average Cuisianding
H 1 h] 3 1 [ 7 8 L] 10

m] [ } o ] (w3 O ] a jm} tany
IF YOU HAVE DIGITAL CABLE SERVICE CONTINUE. OTHERWISE SKIP TO Q. 1% J

18a. You mentioned tha you subscribe o digital cable service from your cable TV provider. Approximately how
long has your houschoid subscribed to digital cable service from that pravider? ("X ONE BOX)

Less than 3 months .. eveereeeeee ) 126

J 1o less than 6 mnmh.s .

& months (o less than a yur

| year 1o less than 2 years..

2 years or more ...

Don L KROW ..o e e

18b. Now we would like you o rate your experience lo dae with each of the foliowing features of your current

digiul service. Using a 10 pomnt scale, where 1™ is “Unacceptable”, 10 is "Qutstanding” and “$™ is
“Average”, please rate your experience with digital service provided by your cable provider. ("X ONE BOX
ACROSS FROM EACH ATTRIBUTE.

aaaooo

2
1
[
H
L]

Unacceptable Average Ouistanding
1 10

Ease of ordenng Pay-Per-View movies or evenu/spccials.. O
The selection of Pay-Per.View movies. R
The number of Pay-Per-View movies bcmg oﬂ'ered .
The selection of Pay-Per-View events or specials ...
The number of Pay Per-Yew events or spec:als bcmg

offered.. .
Ease of usmg lhe onscreen clunnel guld:
Usefulness of the onscreen channel sulde
The selection of Digital music channels ..
The selection of premium channels... ... «. .o
The number of premium channels ...
The picture quality of your digital service .. .
The selection of spons pro;rarm'mng,'evtms avallable w

you .. .
The numbcr of spons prnp-u-n.rninyevenu bemg offcred
The sound quality of your digital service . e
The relnblh(y of your dlgrul service (¢. l blackouls

oulages)... R,

noog

01 oon oopoogO0 ooag-

0 000 oooooo0 oonoo-
000 Oogooopno apaos
000 Do0onoool poao-
000 o000oood oooge

0 OO0 OoooD0Do oopo-
000 0000000 Oooo-
000 ODDOOOoOD OooO-
a0 00ooooodo ooaoo

£

0 O0o onoogod

O o o O O O ay

[8c. Usinga | to 10 point scale, where 1 is “Unacceptable™. * 10" is *Qutstanding™ and "5~ is “A verage", please
race your overall eaperience with your digual service in terms of value for the money? (“X™ ONE BOX)

Unacceprable Average Outstanding
] 2 3 . 3 s z ' 9 10

D D D D D D D D D D 1531

+ WWIX [EQT9-1 | 7 {Plcase Cominue On Next Page) +
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I18d.  And how sausfied are you wiih digual service compared (o when you had regular analog cable service?

(X" ONE BOX)
Much more satisfied with digital ... oo O jar
Somewhat more sausfied with digrtal. ... O 2
About equally sausfied with dignal .. ... 3
Somewhat less saustied with digital . T
Much less sanisfied with digital.............. ... O 3

19, Priar 1o using your gurrgnr cable/satellite TV provider m your current location. did yaur household subscribe
a...(“X" ONLY ONE BOX FOR EACH STATEMENT)
Xes No

(Another) Cabie TV provider ... [ 142 Oz
(Another) Satetlite TY provider.... [ 1.4y 0
r IF YES, CONTINUE. [F NO TO BOTH, SKIP TO Q.22 J

20.  Which Cable or Sateliite provider il any, did yous household subscribe to Just prigr to the one you're using
now”? (X" ONE BOX)

Cable TV Company Name Satellite TV Company Name

Adelphia Communicauons. O 1w Insight Communicavcns ... D 148} DirecTV .. SRR o I
Americast via Local Local Telephone Company.... (O z Dish Netu.ork (EchoSlar) d:

Telephone Company ... O 2 Jones Intercable.....o.......... O3 Pegasus......... RV
AT&T Cable Services Marcus Cable.......... .o O Primestar by DlrecT‘v’ ...... O«

(TCUMediaOne) 0O  MediaCom Communicatons . I $ Superstar Satellie ... 0
Bresnan Communications.. O « MediaOne {Conunenaal) .......... O s Other (SPECIFY)
Cablevision Systems......... O 3 Multimedia Cabievision.......... O 7
Cabie One. . Os RCN. R O G
Century Commumcanans O - TCA Czblc Pa:mers . O
Charter Communicanions... O 1 Tele-Communications (TCI) O
Comcast Cable................ 0 9  Time Wamer Cable............ O
Cor Communications ... O Qther (SPECIFY)
Falcon Cabie ..o ... O s
Lenfesi Commumcanons 0, dy

R 43R

21, Overall. how sausfied are you with your current Cable/Satellite TV provider compared 10 your previous
provider (THE ONE YOU "X"d" IN Q.20)? Thinking about your current Cabie/Satellite TV provider, would

you say you are... ("X ONE BOX)

Much more sausfied with current provider....... s

Somewhat more sausfied with current provider ... O 2

About equaily saiisfied with current provider ......... 0O

Somewhat less sausfied with current provider.......... O«

Much less satisfied with current provider ... [1 8

22 Within LA . is your household planning to... (X" ONE BOX UNDER EACH APPLICABLE
CATEGORY)
Cable TV Subscribers Satellite TV Subscribery
Subscribe 1o satellite TV . O 150 Subscribe to cable TV . . O s
Switch to another cable TV company O 2 . Swruch 1o another vatellite V cumpany [
Stay weth current provider.. ... [ 3 Siay with current provider................... [ 3 3(SKIP TO
Discontinue cabie TV service......... O« 9(5&!()3;1‘3 Discantinue satellite TV service.......... [0 4 Q.253)
23 Which Cabie or Saiellite provider are you likely 10 switch to tn the next 12 months ("X ONE BOX)
Calle TV Company Name stejlite TV oy N
Adelphia Communications . 3 152 Insight Communications ... 0 15 | DurecTV .. O s
Amencast via Local Medizcom Communicauons.. O 2 Dish Nciwurk (E:hoSu.r) O :
Telephone Company. .. [0 :  Mulumedia Cablevision....... O 3 Pegasus ... RO S
AT&T Cable Services RCN .. 0. Primestar by Dlre:TV C.
(TCUMediaOned..... ... O3 Time Wa.rner Cable . O Superstar Satellite Os
Captevision Systems............ 0. Your Local Phone Cornpany... O Other (SPECIFY)
Cabie One .. s 3 Other (SPECIFY)
Charter Commumczuons.... O [m
Comcast Cable......... ... O =7 0o
Cox Communications ......... O s
Falcon Cable ... Co R R
+
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24 What are the top Lhree reasons you would consider switching your curtent Cable or Satellite TV provider in
the gext {2 moqihs? (X" TOP 3 REASONS)
New service has the ability 1o provide ali my communication needs (e.g cellular,
paging. Intemnet. [oNg dISIance, 10 bt e e i

Prices offered by new provider. .
Features or services offered by new service.
Special supscnpiion or promotion offerea by new service..
New service offers lower price/cost for TV programs......
Uahappy with current company's service
Wanted 1o Uy satellste .
Wanted totrycable . ... e
Current service doesn 't affer Ioc:ll programmuing ..
Wanted (0 ry something new . .
New service provides bonus.'free orrm unth 1fﬁi|au:d SErVICES ..
The number of channels/pragrams available ...
Provider offers superior picture and sound quality. .
Want more reliable seTvice/fewer QUIRBES .. .o
Want to try digual cabie service ... [
Current company raised rates/cost of service .
Provider offers choice/variety of channels/programs 1 want 1o \b!lch
Offers hugh speed Internet access . TN

a
=

o
-]

oooOpDoooooOOpDoOnnag

e - T T NI - S P

25%a. Does your cable company offer tocal andror long distance telephone service?

Yes. cable company offers ielephone service ... O iam
No, cabie company does not offer 1elephone serviee.... O 2

250  Currently 1n some areas, it 1s possible for you to choose which company provides you with LOCAL

TELEPHONE SERVICE [f you had the opporiunity in your area, how likely would you be to swilch to a
cable company to provide you with jocal leiephone service assumung the rale you would pay 1 simular (o what

you are paying now? ("X OMNE BOX)

Definitely swilch................ O 19 Probably not switch
Probabiy swiich ... ... [ 2 Definitely not switch N S
Might swiich. ... e Oy Already have swilched to a czble cnmp;ny DO
NOW WE'D LIKE YOU TO THINK ABOUT INTERNET/ON-LINE ACCESS. J
26. Do yau or does anyone in your housenold currently subscribe o InterneOn-Line access |
use? ("X ONE BOX)
Yes oo L 180 FSKIPTOQ28) Noo... 0O = (CONTINUE)

27 Are you or 15 anyone 'n your househoid planning 10 subscribe 1o laterne/On-Lane access a1 home for personal
use within the oext 12 moaths” (X" ONE BOX)

Yes [ = (SKIPTO Q.31a)
N 32 < (SKIP TO INSTRUCTIONS BEFORE (}.36a)
28, s vour househeld's (nternevOn-Line access provided by ("X ONE BOX)
@HOME ... ooeeee e [ 1482 Prodigy .. . ]
AQL. USSP o I Another :radmonal Im:rnc: access provnder O
ATET \korlanel e e e [ Y our primary Long Dusiance Company.. O e
CompuServe ... FE TP [ Your Local telephone company ... . Qo
Eannlmb’\lmdSprmg ISR & I Your Local Cable company ....cvovevierceee. O
MSN . e e e ) 8 Another 1ype of COMPaRY —oceveveecorme e = ¥
19.  How many hours a week are you personally an the Imernet gt home for personal use? (*X™ ONE BOX)
Lessthan Shours ... [0 18 1010 less than 20 hours........... .0

.0 20 hours of MOPE ... ..oweeeeer ceeee L 4

$ 10 less than 1O hours.....

30 Whartype of Internet connecion does your hausehotd use? ("X ONE BOX}

Convennonal Phone Line . .. .. T 1&  S{CONTINUE)
High-Speed Cabie Modem ... ... 0

High-Speed DSL.. ... .. ... O

High-Speed ISDN . ... ... O s > 4SKIP TO Q31b)
Satellite. . - o O

High- Speed TlfT!fFu:d ercless O

+ WWIX E0T9-1 1 9 {Piease Conunue On Mext Page) +
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32 High-speed [niernet access can be provided at speeds up to |00 umes faster than current dial-up phone modems.
If this service is or becomes available withyn thg next year. how likeiy would you be 1o subscribe 1@ high-speed
Iaternet access at approvimately §45 per month? (X" QONE BOX)

Exwemely likely......... O 145 Nottoo likely oo T 4
Very hxely ............ 0O 2 Natazall hkely . .. ... T s
Somewhat likely ... [ 3
f
[F NO ON-LINE ACCESS IN Q.26, SKIP TO Q.36a.

IF CONVENTIONAL PHONE LINE IN Q.3, SKIP TO Q32
IF HIGH.SPEED/SATELLITE ACCESS IN Q.30, CONTINUE WITH Q31B.

Jlb  How was your high-speed access installed” ("X ONE BOX)
Self-installation ... 0O Necessary equipmenusoftware came with computer ... [J
installed by company lechucian ... O 2 Seif-installed with assistance from company............... O 4
Jic. Usinga | to 10 paint seale. where 1" 15 “*Unacceptable™. " 10" 15 “Outsianding” and 5" 1s "Average'. piease

rate your overall experience with your high-speed ipstallation? (X ONE BOX)

31d. Using a | 10 10 paint scale. where “ 17 is “Unacceptabie”, 10" is “Outstanding™ and 5™ 1s "Average”, ptease
rate your overall experience with your high-speed line provider? ("X ONE BOX)

Unacceptabie Average Quistanding
] H 3 . s 6 : H v 10
High-Speed Installation ........... O O a c a O 0 | a O
High-Speed Line Provider ....... C | O - a O ] ] O O .

3le. Do you have more than one personal computer using the same high-speed access hine in vour home?

Yesooin 1 Noo... O 2

32.  Have you or has anyone in your househotd ever made a personal local or long distance phone call over the
[nternet via a personal computer? ("X" ONE BOX)

Yes.o... O i1e No........ O:2:

33, How many umes in the past 6 months have you visited the website of your Cable/Satellite Provider? ([F YOU
HAVE BOTH CABLE & SATELLITE TV. ANSWER ABOUT YOUR SATELLITE TV PROVIDER
WEB NLY)

® of Tunes Visited Cabie/Sateliite Provider Website (IF NONE WRITE [N *{r* AND SKIP TO Q.36a)

(49,

13 Whal were the main reasans that you visied the website of your CablesSatellite TV provider?
"X ALL THAT APPLY)

For informanion on addinonal services offered. O 1.7 To change existing callingplan ... [ s

To pay bill.. ... o Other (SPECIFY)

Torewiew abill................... (WA

Te CONIACE CUSIOMET SETYICE . o ovvveven s L 4 l?na
1

15, Usinga | to 10 point scale, where *1™" 15 “Unacceptable”, 10" 1s “Quistanding™ and " 5" is “Average”, please
rate your overall experience wirth the website of your Cable/Sateliite TV provider? (“X" ONE BOX)

Unacceptable Average Quistanding
I : ! ‘4 s 6 ? s 9 10
o a C a a Q o G O B N

NOW WE'D LIKE YOU TO THINK ABOUT GETTING MULTIPLE SERVICES FROM
A SINGLE COMPANY.

J6a  Currently in 5ome areas. i1 15 possible for the ggme company o offer local teiephone. long distance wetephone.
cablessaielinte TV, Internev/On-line access andvor celtular services. If you had the opportunity, how likely
would you be 10 switch ALL your current subsenption(s) 1o QNE company that offered ail the services tha vou
use? (“X" ONE BOX)

Extremely likely ... O 71}—) Not to0 likety...ooeocerree. 3 8
Very keiy. ... O 2 {CONTINUE} Notacall likely .....ococooeee . O 8
Somewhat ukely ... O 3 Already use gne company for all 2 (SKIPTO Q.33)

my telecommunication needs. [ &

+ WWAXIED79.1 1 10 *
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36b. Please indicate which type of company listed beiow you are most likety to setect for alt the locat. long distance,
cable/satellue TV, Internet/On-line access and/or cellujar services in your household? ("X ONE BOX)

Longdistance.... ... O 1% Satellue TV.. ... O 4 Intemet/On-line access ... a-»
Lacaitelephone . . O 2 Cellutar/PCS Telephone O 3 Home Security Systems. O
Cable TV oo (i Paging . .. . ... D&  Electric/Gas ccooenrveceneeee. O 0
¥6c. Why are you likely 1o choose this QNE type of company far all your telecommunicaton needs?
("X TOP 3 REASONS)
Convemence of having one company for all my telecommunication nesds.........covvvecvvecerees. 011273
Qffers compelitivesdiscountead prices ..., ... s - O 2
Receive a singie bill for all tclecomrnumcauon SETVICES i - 0O
Only need 10 contact one company with any questhions/problems .. 0O
Easier LD use Services . - 0O
Company would cnnsnder me 3 more uiuab]e cuslomer . . 0Os
It 15 the mast techaclogrcally advanced provider of cabldsalclllle T\' service S i
1118 the Indusiry [BATRT ... e e +~ Cha
Provides 1he best service.. ... . .09
16-19R
[

37 Of the services listed below, please indicare which 2 or more services you would ideally like to include ina
package offered by one company. (X" ALL THAT APPLY)

Long distance....... ... . vvovvceeeeeee. O 414 Paging ... (PO i 'Y
Localwelephone.. ... O 2 ln:erneuOn me ACCESS ..o oo
Cable TV .. i e D3 Home Securtty Systems oo T 8
Satellite T\a . 0O s Electnc/Gas ... ... e
Cellular/PCS Tclephone ....... e O s Would Not Bundle Any Servnces O

38 Think for a moment about the service providers you use now. Using a | to 10 point scaie. where "1™ s
“Unacceptabie”, 10" is "Cutstanding™ and 5" is “Average", please rate each of the following providers that
you use. ("X ONE BOX ACROSS FOR EACH SERVICE YOU USE)

Unacc:pr.able Average Ouistanding
Y T Y BT
tniernet Service Provider ..cccoeeeeee. @ 0 0O O O O O O O O an
Electric Utily Provder.. .. ........... O 0O 0O O O O O O 39 0O w
Celiular/PCS Provider .. .. O 0O Cc oo 8 o0oaob 0 oaes
Lang Distance Provider . ... 0 OO0 OO0 Q8 O0OAQO0OQC
Local Teiephone Provider............. 0O O O 0O O O O O O 0O om

392  Are you aware of whether or not your current Cabie/Satellite provider has expenenced a merger or combined
with one ar more scparate companies? ("X ONE BOX)

Yes........ O v = (CONTINUE)
No..oowwr. O 2 < (SKIF TO Q400

390. How did you first find out about this merger? (X" ONE BOX)

Company litermure, mailouts. or bilingnsents.. O vy
OQuisnide sources such as media or word-of-mouth.. [ 2

39c  What type of change in service. if any, have you experienced as 2 result of this merger? {“X" ONE BOX)

Posilive change 1n service . 0O n
Negauve change in service.. O :
Have not nouced a Lhange In service.. 0
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THE FOLLOWING QUESTIONS ARE FOR CLASSIFICATION PURPOSES ONLY —l

4|

42.

43

45

46.

47a.

47b.

47c.

48

49.

50.

Do you of anyone in your household own or opeTate an income producing business from your home or
residence? (X" ONE BOX)

L S O -« = (CONTINUE)
NG e, 0. > (SKIP TO Q.42)

On average. how many hours each week. if any. do you expect 1o spend telecornmuting from home, that is
working [rom home on work-reiated acuwities for an employer over 1he neat 12 months? (X" ONE BOX)

Ohours pey week ... O 1u 25-40 hours per week,........... 4

I-8 haurs per week ... O 2 Mote than 40 hours per week .. J 3

9-24 haurs per week.... [
In total. how many different phone numbers does your household have? For example, you could have one
phone number for makng calls and another separate phone number for a fax or modem. (“X" ONE BOX)

Cne ... Ou» Three . e O s
Two. oo, 302 Four or more.....c.ceeovecenen, O .

Are any of your individual household phone lines dedicated 1o just business use? (X" ONE BOX)
Yes ... 188 | =S

Do you or does anyone in your househaold own a personal computer? ("X ONE BOX)
R T NO.coen. O

How many funcucning TV sets does your household own? (WRITE IN NUMBER) —— 140-41)

In 2 typical week. how many hours are spent wacching TV in your hoysehold in rofa]? How many of these
hours are spent waiching TV on regular nctwork chanrels (such as ABC, CBS. NBC, FOX or PBS)? And
how many hours are spent on cable.redated channels (such as A&E, CNN. ESPN, HBO eic.) excluding
Pay-Per-View movies or events? And abous how many hours would your household spend waiching Pay-Per-
View movies and evenis? (WRITE IN NUMBER OF HOURS RQUNDED TO THE NEAREST HOUR FOR

EACH BELOW)

Total TV Vigwmg Hours 14144}

Regulzr Network Hours —— (4347)
Cable station hours (41-50)

Pay-Per-View hours (3153

Approximaiely how many videos (videowpes or DVD's) does your household rent from iocat video stores in an
average month?

(WRITE IN NUMBER) VIDEOS 154-58)
Currentty in some areas it 1s possible to order movies through your Cable/Satellite TV company for viewing.
Unlike Pay-Per-View, you can order your choice of movies to start at a lime convenient 16 you. Have you ever
ordered a "Video-On-Demand” from your Cable/Satellite/Internet provider?

Yes oo O vz [T SO G 2

{f “Video-On.Demand” were available 10 you. how likely are yau to order using *Video-On-Demand” in the

next |2 months”
Excremely likely ... O tu Mot 100 likeby oo, O 4

Very likely oo, 002 Not at all likely..... ..., Cs
Somewhar likely ... [ 1

Would vou describe your current location as... ("X ONE BOX;
Utkan .......... O 13 Suburban ... O 2 Rural.............. 3 3

How many years have you been af your current residence’ (ROUND TO THE NEAREST YEAR)
18-99)

Please indicale your gender: Male..... .. O 1@ Female............0 2
a1

$0m§

THANK YOU FOR HELPING WITH THIS IMPORTANT SURVEY' PLEASE RETURN THIS
COMPLETED QUESTIONNAIRE IN THE ENCLOSED POSTAGE PAID ENVELOPE.
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